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I expect to get the best of care from the doctor and ultimately get well as 
soon as possible. For me I think that is the value I receive from the 
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service, if I get well at the end of the day, then I’m okay then I know that 
my expectations have been met. [39!year!old patient] 
I think basically what I consider as value is seeing the patient getting 
well. [Doctor M1] 
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For me, I expect that all relevant units within the hospital are working, 
then the right diagnosis is made, right drugs prescribed, I expect the 
patient to comply, and when the patient gets well, then I will say I have 
achieved value for the time spent with the patient. [Doctor F3] 
*	

	
	
#	
	

/	


3	
		

 /  		 

 	
	  	 	
  
  	
 
    

  
	

		/
Page 11 of 36 Managing Service Quality
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27
28
29
30
31
32
33
34
35
36
37
38
39
40
41
42
43
44
45
46
47
48
49
50
51
52
53
54
55
56
57
58
59
60
For Peer Review
 12
 	
	 
 	    	 	

 	
 

	2
/
	3	


	

	
3	

           

	     
 3	
  3 


  # 	 
	  
 3	

	  	    
 	   
	

	
	

 	

I think if the doctor better understands me and creates an enabling 
environment, then this will lead to better engagement and an 
understanding of each other in the consulting room&so we both have 
responsibilities to play to ensure a better outcome& this will more likely 
speed up the healing process&[30!year!old patient] 
Its important for patients to understand their roles& also empowering 
the patient is a step in the right direction so they can better manage their 
condition leading to positive outcomes& hence reducing the tendency 
of repeat complications, but rather improved well being&[Doctor M1] 
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The doctor was very friendly and nice and I think she has good 
interpersonal skills and she really used that to create a very conducive 
environment that encouraged me to freely and actively participate in the 
consultation and therefore, get the best out of it& [35!year!old patient]  
Establishing a good rapport with the patient is critical& this helps break 
their silence and tells you everything, because some of them actually 
decide what to tell you based on your attitude& [Doctor F1] 
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Respecting the patient’s views is very important as it encourages the 
patient to share more information with you, he/she is not scared or 
afraid to say anything because they believe their views are respected 
and welcomed. The patients I see accord me the needed respect and it 
is important that I also respect them. [Doctor M2] 
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I attended to some patients who appeared very nervous& such patients 
are usually afraid to say what is on their mind and that makes the 
consultation quite difficult& They barely participate in the interaction& 
[Doctor M2] 
I visited a doctor three months ago in this hospital&he was not 
engaging& little or no interaction, I reported what was wrong with me 
and he just listened and prescribed something for me&though it is not 
strange, but I don’t like that and sometimes I feel I did not get value from 
the time spent& [31!year!old patient] 
&Also there are some patients who want to rush and go back to work& 
for such patients you try to explain issues to them and you realise 
sometimes their mind is not really there& it rather affects the level of 
interaction when it happens like that& [Doctor F2] 
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& Then the doctor said, ‘I expect you to tell me everything I need to 
hear and feel free to ask questions and say whatever is on my mind’. So 
I told her everything regarding my condition and she asked me 
questions and I responded, then it became more like a conversation. 
She was more engaging and it was great& [29!year!old patient] 
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&So I asked the doctor to prescribe a particular drug for me so I can get 
it from the pharmacy, and he got angry with me ! why I should ask him 
to prescribe that particular drug for me? I was actually surprised 
because he was so nice before I made the request& [25!year!old 
patient] 
There are some patients who come to the consulting room and actually 
tell you what they think the diagnosis is and even request specific drugs 
to be prescribed for them. That is something I think should stop& I don’t 
like that attitude and it sometimes puts me off& [Doctor M5] 
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Also the doctor’s approach in the consulting room made me feel very 
comfortable, which really had a positive effect on my experience of the 
service. I’m emotionally and mentally satisfied when it happens like that, 
and I believe it helps me in the healing process...for me it’s not all about 
the drugs I receive, but the emotional aspect of the consultation is very 
important& [58!year!old patient] 
Sometimes you meet patients who after the consultation tell you they 
are fine, and that how you handled their case has given them a reason 
to believe they are healed. So that also gives me as a doctor some 
positive feedback right there in the consulting room, which is a good 
experience for me. [Doctor M3] 
The encouragement I received from the doctor was stimulating and I 
feel psychologically I was healed... But when things don’t go as 
expected, the treatment is prolonged even though I take the drugs 
prescribed& I have experienced this a couple of times. [41!year!old 
patient] 
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& So the doctor was really shocked to hear all that transpired between 
the other doctor and I, and he even said, it’s okay, he’s sorry for all that 
has happened, I was touched and felt emotionally satisfied because that 
was the first time I was meeting that doctor and he was so sensitive to 
my condition... [A 43!year old patient] 
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&But I freely shared information with him simply because I trusted him 
which resulted from the service and care I received from the doctor. [47!
year!old patient] 
&They wanted to find out if I’m competent and a doctor they can trust. 
So if I had got any of their questions wrong, they would not have come 
to me again... I think it’s natural that if you trust somebody, you are at 
peace with him/her, you can freely discuss issues and you have the 
belief that, that person will not let you down& I consider it valuable 
[Doctor M2] 
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&Two months ago, I came here to see a doctor and the assurance he 
gave me allayed my fears and I begun to feel better long before I left the 
consulting room& so it’s not all about the drugs he prescribes for me 
but I find these assurances more valuable during the consultation& [44!
year!old patient] 


	
			
 	  


    	    
	 
 

 
  	
      
B


	



	 
 
     
	/
  

	

		
	
		


	

		
	

>		
      	 
	 
  

					



 	8	
  	  	
   	
  
	    	  		
    	8	
	    
/ 	

 		
	         	
	


$		

	  	



	
	

 
     	  
   
  
	     
 
  	  	8	  		



		
			

	
  
						

		
	


Page 18 of 36Managing Service Quality
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27
28
29
30
31
32
33
34
35
36
37
38
39
40
41
42
43
44
45
46
47
48
49
50
51
52
53
54
55
56
57
58
59
60
For Peer Review
 19
 	 
 

    	
 	 
	

/	



+
 	
 	 
 
	    	 

 	     
 
   		


     	  
 

	
3	
/	
 	 
	   
  	 
 
   

4		
	
	
	
	

 	 	 	   
	 
 
	

No, I don’t involve patients when prescribing. I prescribe after listening 
to them and asking them a series of questions relevant to their 
condition. So I prescribe and give the folder back to them to be taken to 
the pharmacy& Sometimes I do discuss the diagnoses with them, other 
times I don’t. Some of the patients do not really bother to know what the 
diagnosis is, and all they care is what is given to them to take and get 
well. [Doctor F2] 
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I was not involved in the decision making, she did not discuss the 
diagnosis and the prescription with me, but I think she is the expert and 
therefore, whatever she gives me is the best for my condition. [A 39!
year old patient] 
<	
		
	
3	

  	  3	
 	 

 /  / 	


 		      
  6  

 	

	
	
	

Page 19 of 36 Managing Service Quality
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27
28
29
30
31
32
33
34
35
36
37
38
39
40
41
42
43
44
45
46
47
48
49
50
51
52
53
54
55
56
57
58
59
60
For Peer Review
 20
	 3	  	       
/
	



			
	


  
/	

	*		 


	
7
		

	
 
	      
/ 	

 


 	  6 
  	   	 

	

	
		/
&as a family physician one of the ways of managing the patient is to 
reach common ground, so reaching common ground is between you 
and the patient, I want to write this medicine for you& So I always 
involve the patient and discuss with them what I’m prescribing and this 
is when some of the patients make their requests and demands. [Doctor 
F1] 
I was actively involved in the consultation from start to finish, I was 
offered the opportunity to suggest options& this was my first experience 
and it’s something I really cherished&this also gives me some sense of 
responsibility in managing my condition& [50!year!old patient]  
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I think doctors must cooperate with me as a patient and appreciate my 
expectations and needs of the service I seek&it’s not all about the 
prescription, but I desire to contribute to the consultation&[A 32!year 
old patient] 
Having a good orientation of the patient gives me a fair idea of what is 
happening, and how to approach different patients with different needs 
and expectations& for instance, I don’t have any problem with patients 
who come with their own requests and demands, at the end of the day 
we have to agree on something and it is my duty as the professional to 
explain issues with the patient for them to understand clearly and as 
well accept the position taken& [Doctor M4] 
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For me I think it’s got to do with the individual’s behaviour, for instance I 
receive all the care I expect to have received, yet I do forget sometimes 
for no apparent reason, so it’s purely personal. I have the drugs, so 
what other excuse do I have& [26!year!old patient] 
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There have been a number of times when I had to turn out some 
patients from my consulting room because they did not adhere to my 
directives. Some of these patients come back to me for review and you 
see their conditions deteriorating, and later find out that they did not take 
their medications as prescribed. It’s a serious problem and I’m always 
harsh on such patients. [Doctor F3] 
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